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1.

Mission Statement
Adventure Learning Academy Trust (ALAT) AND Bright Tribe Trust (Bright Tribe) brings a new energy and
approach to providing the best education for our students. Through proven practices, ALAT / Bright Tribe will
transform the learning of students, raise standards and provide the highest quality learning environments,
enabling students and teaching staff to thrive and be the best. ALAT / Bright Tribe’s aim is to break down the
barriers that limit educational progress. We do this through adopting a personal learning pathway for every
child – one that takes account of individual needs, aspirations and talents.
ALAT / Bright Tribe’s values:
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Learn

Grow

Prosper

Provide the best education for
every student.

Grow our students’ futures.

Lead the way in education.

Ensure the highest quality
teaching and learning.

Develop the best teaching staff.

Realise the opportunities.

Work with the family, parent or
carer.

Provide the best learning
environment and supporting
technology.

Be connected to the community.

Principles and Values
Tywardreath School take seriously any concern or complaint, as we believe that tackling issues at the earliest
possible stage will improve our school, enhance learning, prevent issues escalating and reduce the number of
formal complaints.
We will ensure that a concern or complaint is managed sympathetically, efficiently and at the appropriate level,
and confidentially. Doing so is good practice, it is fair to those concerned and it helps to promote parents' and
pupils' confidence in our ability to safeguard and promote welfare to ensure that all pupils are able to learn.
We will try to resolve every concern or complaint in a positive way with the aim of putting right a matter which
may have gone wrong and, where necessary, reviewing our systems and procedures in light of the
circumstances.

3.

Objectives of this Procedure
This procedure covers most complaints that Tywardreath School is likely to receive from parents and pupils,
except those for which there is an alternative process such as:


Complaints regarding special needs assessments – for which parents have a right of appeal via an SEN
Tribunal



Concerns about Admissions or Exclusions – for which parents have a specific right of appeal to the
Academy Board



Allegations of child abuse – which are dealt with through the Child Protection Policy



Complaints raised by staff members – which are dealt with through the Grievance Procedures.
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Where there are established statutory and other procedures for dealing with a complaint, these will be
followed. These guidelines therefore do not cover those matters for which such a procedure already exists such
as:


Admissions to schools



Exclusions from school



Special Educational Needs Provision



School re-organisation



Matters concerned with the school curriculum



Serious complaints against school staff



Child Protection issues



Public examinations.

Extended Services
It is also recommended that the Academy Principal ensures that any third-party providers offering community
services or facilities through the school premises or using school facilities (even if it is hiring it out for a function
or meeting) have their own complaints procedures in place.
Underlying Principles
Complaints should be treated seriously and courteously and given the time they require to be heard. It is
important to the school that complainants have confidence in these procedures and know that their case will
be investigated impartially.
Complainants should be advised at the earliest possible stage about:


The scope, if any, for pursuing their complaint and the extent of the procedure for dealing with it



The way in which the complaint is likely to be handled

Taking informal concerns seriously at the earliest stage will reduce the numbers that develop into formal
complaints.
The key to guaranteeing a successful outcome is to ensure that the correct procedure is followed from the
outset. If Principals are unsure of the procedure to be followed, the flow chart towards the end of this guide
should be consulted. In addition, ALAT/Bright Tribe should be contacted for further information and advice. It
may well be the case that action taken under the complaints procedure may lead to action being initiated
under other, for example statutory, procedures. In these instances, the investigations under the complaints
procedure should be suspended until action under other (including appeals) procedures has been concluded.
The complainant should be advised that alternative action is being taken, but will have to remain confidential
until that procedure has been completed. The complainant should also be advised of any likely delay in the final
resolution of the complaint that will result.
Definition of a Complaint
For schools, the definition of a complaint within the terms of the procedures described here is an expression of
dissatisfaction verbally or in writing by parents or carers of children who attend the school, or from neighbours
of the school or school community affected by the services the school provides.
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After initial investigation of a complaint, a decision may well be made to use the discipline, capability or other
appropriate procedure.
Anonymous complaints will not normally be considered under the procedure set out here.
The procedure set out in the following pages outlines the stages both formal and informal through which a
complaint made against the school will proceed. At all stages, the aim is resolution to the satisfaction of both
parties and a mutual understanding of the problems believed to exist in order that improvements can be made
where necessary.
Where agreement and resolution cannot be reached, the aim of the procedure is to ensure that all parties
are treated fairly and equitably.
Conciliation or mediation between school and complainant can be considered at any time within the
informal or formal stages as set out in this guide. ALAT/Bright Tribe can be contacted at any appropriate
stage for advice and guidance.

4.

General Principles

4.1.

Publicity
Parents and carers should always know how they can raise concerns or lodge a formal complaint. Complaints
procedures should be easily accessible and well publicised.
A summary of how the school deals with complaints should be included in the information that is given to
parents when their children join the school.
Schools should also prepare leaflets for parents explaining how problems are dealt with and how the
complaints procedures work.
Consideration should be given as to whether the procedures need to be made available in languages other than
English and whether audio-cassette, Braille or large-print versions are necessary.
It is good practice to advise parents and carers at regular intervals of the procedures.

4.2.

Accessibility
Procedures should be as speedy as possible, consistent and fair to all concerned. Each stage of the procedure
should have known time limits. Where it is not possible to meet these, the complainant should be kept
informed of progress.

4.3.

Support for complainant
It is important that parents and carers know that at any stage of the procedure they can be accompanied by a
friend, relative or representative and to know where they can go for information, advice and advocacy, if
required.

4.4.

Support for a person complained against
Staff who may be questioned as part of the investigation of a complaint must feel that they are being treated
fairly, that they will have the opportunity to put their case and that a friend or representative may accompany
them at any stage. There is a crucial balance to be maintained between supporting the individual so that
his/her rights are maintained and reputation protected, and investigating a complaint thoroughly and
impartially.
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The complaints procedure is distinct from formal disciplinary proceedings for staff and this will need to be
made clear to all concerned. However, there may be occasions where a complaint leads to a disciplinary
procedure which puts the complaints process on hold. If so, the complainant should be informed of this,
without going into details, and updated regularly on likely further delay. After the disciplinary process is
completed it will be necessary to decide what further response to the complainant is required.
4.5.

Confidentiality
It is very important to treat all concerns and complaints with discretion. It is vital that parents and carers feel
confident that their complaint will not penalise their child. However, a complainant will need to be aware that
some information will have to be shared with those involved in order that the complaint can be investigated.
It is usual to disregard anonymous complaints, but the danger is that they may relate to something serious and
the complainant may subsequently surface and say that he/she alerted the school. It should be at the Principals
discretion to decide whether the gravity of an anonymous complaint warrants an investigation.

4.6.

Redress
If the outcome of the complaints procedure shows the school is at fault, it is often sufficient to provide redress
in the form of an acknowledgement that the complaint is valid. Alternatively, it may be appropriate to offer one
or more of: an apology, an explanation, a promise that the event complained of will not recur, an undertaking
to review school policies or practices in the light of the complaint, or, in appropriate circumstances, financial
compensation. Fear of litigation should not prevent a school from admitting to parents when mistakes have
been made, but it is recommended that advice be sought from ALAT/Bright Tribe if it is possible that the parent
might take legal action.

4.7.

Staff Awareness and Training
All staff should be aware of the procedures, as potentially many will be involved with handling complaints,
especially at the informal level. To be confident in doing so depends on them having clear information about
the procedures, reassurances that senior staff are committed to the procedures and some basic training in
dealing with people who are upset or angry. All staff should also have clear information about which staff have
which responsibilities so that parents do not get continually passed from one to another.

4.8.

Record Keeping
Complaints should be recorded and monitored regularly by staff. It is recommended that recording should
begin at the point when an initial concern or complaint cannot be resolved immediately but needs some
investigation and/or consultation with others in school and a subsequent report back to the parent. Recording
at the earliest stage need only be a very basic record of the complaint, giving the date, name of parent and
general nature of the complaint. A pro-forma or a ‘comments and complaints’ book could be used.

5.

Vexatious Complaints
This procedure should limit the number of complaints that become protracted. However, there will be
occasions when, despite all stages of the procedures having been followed, the complainant remains
dissatisfied. If the complainant tries to re-open the same issue, the Executive Principal of Tywardreath School is
able under this procedure to inform them in writing that the procedure has been exhausted and that the
matter is now closed.
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6.

A Staged Approach
This procedure describes a four-stage procedure:


Stage 1 - informal raising of a concern or complaint notified orally or in writing to a member of staff



Stage 2 - formal complaint in writing to the Principal



Stage 3 - renewed complaint in writing to the Drive Team



Stage 4 - complaint in writing to the Regional Executive Principal and on appeal to the Director of Primary
Education

Stage 1: Concern or complaint heard by Staff Member (Informal)
Where a concern or complaint arises, the first reference should be to the class teacher. In most cases the
concern can be satisfactorily resolved at this stage. If, however, the issues raised require further enquiries, the
class teacher will make such enquiries and report back to the complainant either verbally or in writing within 5
working days. The Principal should be informed of every complaint even if it is resolved at this stage.
If following this informal process, the complainant is not satisfied with the response, the matter should be
referred through the formal process.
Stage 2: Complaint in writing to the Principal (Formal)


This stage in our procedures deals with written complaints, where the complainant is not satisfied with the
outcome of Stage 1 above. Normally, written complaints should be addressed to the Principal using the
Complaints Form. If, however, the complaint concerns the Principal personally, it should be sent to the
Regional Executive Principal for the Academy region.



Acknowledgement of written complaints will be made, in writing, within 5 working days. This will include
details of what will happen next, the timescales involved and the person who will be in charge of progress
of the complaint.



As part of the investigation, the complainant may be invited to meet with the Principal (or person in charge
of the complaint) to discuss the detail of the complaint. If desired, the complainant may be accompanied
by a friend/advocate. Written records will be kept of meetings and telephone conversations during the
investigation.



The person who has been nominated to carry out the investigation will inform the complainant and, where
applicable, the person who is the subject of the complaint in writing, of the outcome within 10 working
days. This will include a full explanation of the decision reached and the actions, where appropriate, that
the academy will take / has taken to resolve the complaint. The complainant will be offered the
opportunity to discuss the response to the investigation. If the complaint is unlikely to be fully investigated
within the 10-working day timeframe, a further written acknowledgement will be sent to the complainant
detailing the progress to date and providing a revised target date for a full response.



All documentation about the investigation and its outcome will be retained on the premises and treated as
confidential, held by the PA to the Principal or the HR Administrator for the Regional Executive Principal,
and will be available on request for inspection by the Executive Principal and the Principal.

Stage 3: Complaint in writing to the Drive Team
If, following due process, the complainant feels that the complaint has not been investigated appropriately or
the complainant wishes to take the complaint further then they should write to the Chair of the Drive Team (or

6

the Regional Executive Principal where the complaint was in relation to the Principal). This should be done
within 10 days of receipt of the outcome letter from Stage 2 of the procedure.
The Drive Team Chair will acknowledge receipt of the complainant’s letter within 5 working days. If
appropriate, the Drive Team Chair will then convene a Complaints Panel. The panel shall consist of 3 Drive
Team members who have not been involved previously.
The panel will meet within 30 working days of receiving the complaint. The Drive Team Chair will notify the
complainant in writing, at least 5 working days in advance of the date, time and venue for the panel meeting.
The complainant will be invited to attend the Panel and can be accompanied by a friend/advocate. The
Principal or Drive Team Chair will be asked to prepare a written response for the panel in response to the
complaint. All documentation will be made available to the panel and the complainant in advance of the Panel
meeting.
Following the panel meeting, the complainant and, where applicable, the person who is the subject of the
complaint will receive written notification of the outcome within 5 working days of the meeting.
The details of the meeting, minutes and all records and correspondence relating to the complaint will be
retained on the premises and kept confidential, held by the PA to the Principal or HR Administrator to the
Regional Executive Principal, and will be available on request for inspection by the academy Regional Executive
Principal and the Principal.
Stage 4 – Complaint in writing to the Regional Executive Principal


This stage in our procedures deals with written complaints, where the complainant is not satisfied with the
outcome of Stage 3 above. Normally, written complaints should be addressed to the Regional Executive
Principal.



Acknowledgement of written complaints will be made, in writing, within 5 working days. This will include
details of what will happen next, the timescales involved and the person who will be in charge of progress
of the complaint.



As part of the investigation, the complainant may be invited to meet with the Regional Executive Principal
(or person in charge of the complaint) to discuss the detail of the complaint. If desired, the complainant
may be accompanied by a friend/advocate. Written records will be kept of meetings and telephone
conversations during the investigation.



The person who has been nominated to carry out the investigation will inform the complainant and, where
applicable, the person who is the subject of the complaint in writing, of the outcome within 10 working
days. This will include a full explanation of the decision reached and the actions, where appropriate, that
the academy will take / has taken to resolve the complaint. The complainant will be offered the
opportunity to discuss the response to the investigation. If the complaint is unlikely to be fully investigated
within the 10 working day timeframe, a further written acknowledgement will be sent to the complainant
detailing the progress to date and providing a revised target date for a full response.



All documentation with regard to the investigation and its outcome will be retained on the premises and
treated as confidential, held by the regional HR Administrator, and will be available on request for
inspection by the Director of Primary Education. Contact details for regional HR Administrators are;

East Region – Michelle Robinson, Colchester Academy, Hawthorn Avenue, Colchester, Essex, CO4 3JL
North – Paula Moran (General Administration), Building 1000, Kings Reach, Yew Street, Stockport, SK4 2HD
South West – Ali Honey, Fowey River Academy, Windmill, Fowey, PL23 1HE
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Appeals
If the matter is still not resolved at Stage 4 the final course of action available is contact the Trust Director of
Primary Education, Heidi Hoskin or The Director of Secondary Education, Linda Bamford, c/o of Anne-Marie
Winter (Executive Manager) Building 1000, Kings Reach, Yew Street, Stockport, SK4 2HD.

Where a complaint is in relation to the Principal
If the complaint concerns the Principal personally, it should be sent to the Regional Executive Principal for the
Academy region who will investigate the complaint. Regional Executive Principals for each region are shown
below.
East – Cassandra Williams, Alde Valley Academy, Seward, Leiston, Suffolk, IP16 4BG
North – Judith Greene, Grindon Hall, Nookside, Sunderland, SR4 8PG
Cornwall – Kathy Iles, Fowey River Academy, Windmill, Fowey, Cornwall, PL23 1HE
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Adventure Learning Academy Trust
Fowey River Academy Windmill Fowey PL23 1HE
Telephone 01726 833484

Email enquiries@alat.org.uk

www.alat.org.uk
Bright Tribe Trust
Colchester Academy Hawthorn Avenue Colchester Essex CO4 3JL
Telephone 01206 861217 Email enquiries@brighttribe.org.uk
www.brighttribe.org.uk

